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else AI et AMETA by Marian Robson, Chairman of the 
International Year of Canadian Transportation Agency 


Older Persons (IYOP) 4 
As Canada’s population ages, the number of 
Advice From the travellers with disabilities is increasing. This fact has 
Passenger’s Seat.... 5 significant implications for the lifestyles and 
social interactions of older Canadians. 


Before You Pack... . 6 The Division of Aging and Seniors, and the 
à : National Advisory Council on Aging, discussed this 
Travelling With in a special edition of their Expression newsletter 
ee eee (Volume 11, Number 1). 


Travelling With “Many seniors with disabilities have problems 
using public transportation. The four most 
common problems include difficulty getting on 
: and off, standing in the vehicle while it is moving, 
Policy + Technology + getting to the stop, and waiting at the stop. 
Seniors = Mobility. . . 9 To make matters worse, many non-housebound 

| seniors With disabilities in Canada have no 
Self-Identifying Makes available public transportation. And seniors 
a Difference ...... with disabilities who live in the community need 

greater availability of specialized van services. 


Confidence........ 


Canadian Office des — C FE 
Transportation transports du ; 
ï ane ANA la 


Agency anada 


In addition, many seniors with 
disabilities living in households in 
the community cannot take long 
trips. Of those who can, some 
still have some problems using 
buses, trains or aeroplanes, 
including boarding and 
disembarking, moving around 
the terminal, hearing announce- 
ments, and seating on board. 
Clearly, much remains to be done 
in making transportation of all 
kinds more accessible. Seniors 
who use mobility aids such as 
wheelchairs encounter a variety 
of barriers as well when they 
travel in their communities.” 


It is against this backdrop of 
diminished opportunity, that | believe 
we should turn our attention to the 
customer service needs of seniors 


To submit your ideas and comments, 
or to get more information or other 
Agency publications, you can contact 
us at: Accessible Transportation 
Directorate, Canadian Transportation 
Agency, Ottawa, Ontario K1A ON9 
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who are travelling. We need to 
ensure that transportation services 
support the quality of life that we 
all expect to be able to enjoy as the 
years pass. 


This is becoming more urgent. 
Over the next few generations, the 
average lifesoan worldwide will 
increase by almost 20 years. At the 
same time, the proportion of older 
persons (defined by the United 
Nations as someone at least 60 years 
of age) will increase from one in 
14 to one in four. 


In recognition of this, the United 
Nations General Assembly has 
declared 1999 the International Year 
of Older Persons (IYOP), so as to 
foster international awareness of the 
important role of seniors in society 
and the need for intergenerational 
respect and support. 


(819) 997-6828 
1-800-883-1813 
TTY: (819) 953-9705 
1-800-669-5575 
Fax: (819) 953-6019 


Internet: www.cta-otc.gc.ca 


In Canada, we especially 
need to embrace the IYOP. 
Our senior population is 
among the fastest growing 
in the world. Today, our 
senior population makes 
up 12 percent of our total 
population, but it will 
account for close to 
23 percent of our total 
population by the year 
2041. This demographic 
shift will affect families and commun- 
ities and will alter the economic, 
social and cultural fabric of our 
country. The IYOP is an opportunity 
for Canadians to think about these 
coming changes and about how we 
can respond to them as a society. 


| embrace the IYOP aim of building 
a better Canada for citizens of all ages 
and all needs. When the travel indus- 
try recognizes the market potential of 
persons with diverse service needs, 
and when it delivers products to 
seniors who are travelling, it enhances 
its own financial health. The Alberta 
Hotel Association, for example, 
reported that seniors have a higher 
disposable income than any other 
segment of the population. 


This edition of the Moving Ahead 
newsletter, focussing on older 
Canadians and their travel needs, is 


Marian Robson 
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just one of the IYOP initia- 
tives at the Canadian 
Transportation Agency. 
We have also begun a 
review of all our accessi- 
bility programs to ensure 
they are senior-friendly. 


For example, the codes of 
practice and regulations 
implemented by the 
Agency, in cooperation 
with the transportation industry 

and consumers, were motivated by 
the need to remove undue obstacles 
to the mobility of persons with 
disabilities. 


Most seniors have lived their 
lives without the functional 
challenges commonly associated 
with disabilities. Thus, they may not 
view themselves as persons with 
disabilities. The aging process often 
results in functional limitations that 
are defined as disabilities. However, 
it is not necessary to view oneself 
as a person with a disability to take 
advantage of these service provisions. 
| encourage all of you to ask about 
the services offered by air carriers, 
passenger rail and ferry services, 
which have been implemented to 
reduce the accessibility barriers to 
travel for Canadians of all ages in 
a "Canada for all ages." & 
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CANADA CELEBRATES THE 
INTERNATIONAL YEAR OF 
OLDER PERSONS (IYOP) 


Canada's participation in the The Canadian theme for the 
International Year of Older Persons is IYOP is "Canada, a society for all 
designed to benefit Canada as a ages." The theme was developed 
whole by helping to dispel myths by representatives of the federal, 
about aging, by helping to reduce provincial and territorial governments 
the fear of aging and by promoting a in consultation with seniors and 
more realistic image of aging seniors' organizations. The theme 
between generations. The IYOP also highlights the importance of 
provides an opportunity for intergenerational dialogue and 
Canadians to recognize and benefit cooperation on seniors’ issues, the 
from seniors' talents, energies, life need to involve seniors in decision- 
experiences and contributions making, and the recognition that 
to society. By fostering greater seniors play an important and 
knowledge of seniors and greater beneficial role in Canadian society. 
understanding and appreciation 

of their role in society, the IYOP The specific objectives are as 
builds a better Canada for citizens follows: 

of all ages. 


Canada, a society for all ages 


enhance intergenerational 
understanding, harmony and 
mutual support; 


increase recognition of seniors’ 
contributions to their families, 
their communities and their 
country; 
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e help Canadians understand how 
individual and societal choices 
and decisions made today will 
affect individuals and our society 
in the future; 


e encourage all sectors of society 
to be responsive to a diverse and 
aging population in a rapidly 
changing world; and 


e create the potential for senior- 
friendly products, technology 
and services. 
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If you would like more information 
on Canada’s involvement in the IYOP, 
please contact: 


Division of Aging and Seniors 

Health Canada 

Jeanne-Mance Building, 8th Floor 
Address Locator: 1908A1 

Ottawa ON K1A 1B4 

Tel: 1-800-355-4955 

Fax: (613) 957-1176 

Web Site: 
http://www.hc-sc.gc.ca/seniors-aines 
E-mail: seniors@hc-sc.gc.ca $ 


ADVICE FROM THE PASSENGER’S SEAT 


The first thing we all have to do is 
learn what services are available 
when we travel. | remember when 

| could hardly walk, due to severe 
arthritis and a stout stature. | was 
also proud and wanted to remain 
independent. Then came the day 

| had to fly through Toronto from the 
west coast to a function in Atlanta. 

| almost cancelled, but after listening 
to the advice of a well-travelled 
friend, | decided to take a chance. 
She and the travel agent arranged 
my trip so that | felt like a king. | was 


treated as carefully as a dozen eggs. 

| made the connecting flights easily 
with the available professional help 
and | was helped through customs. 
The rental car was parked close to 
the terminal and | could walk to it in 
a minute. Do investigate the options 
available and make your travels easier 
and enjoyable. Don't be too proud 

to get help. & 


Russ Hammond 
One Voice Seniors Network 
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Many of Canada's airports offer 
useful information. The following 
material, for example, was taken 
from the Ottawa International 
Airport web site at 
http://www.ottawa-airport.com. 
Other Canadian airport web sites 
can be found through the “Member 
Airports” link at the Canadian 
Airports Council web site at 
http://www.cacairports.ca/. 

As well, most Canadian airports 
have telephone services to provide 
information and assistance to the 
travelling public. 


Matches and lighters are forbid- 
den in baggage because they 
may ignite by friction. You may 
be surprised to learn that some 
seemingly harmless goods can be 


¢ Ses À] PRES + ae SEA FRA 
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dangerous on an aircraft. Help 
keep air travel safe by observing 
some basics. An aircraft is not 
an automobile. In flight, 
variations in temperature and 
air pressure can cause some 
items to leak or ignite. 


Household items and industrial 
products like bleaches, drain 
cleaners, many aerosols, mercury 
and solvents contain dangerous 
chemicals which can cause toxic 
fumes and corrosion. 


NOTE: This is not a complete list 
of hazardous materials. Carrying 
dangerous goods aboard an 
aircraft is an offence and may be 
subject to penalty. Consult your 
airline for further details. & 
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TRAVELLING WITH OXYGEN 


by Chris Stark 


Persons who need oxygen during 

a plane trip should ask for this service 
when they make the reservation. 
Airlines consider this a medical 
service for persons with a breathing 
disability, but it still requires commu- 
nication between a passenger’s physi- 
cian and the company’s medical staff. 
With a few exceptions, you will have 
to buy the oxygen from the airline. 


The service will only be provided 
within the aircraft, and you will have 
to make arrangements at your 
expense for the service at all trans- 
portation terminals, before departure, 
during plane transfers and at your 
destination. Airline staff and your 
regular oxygen supplier can provide 
additional information about these 
arrangements. ® 


TRAVELLING WITH CONFIDENCE 


by Chris Stark 


Transportation service providers 
know that every passenger who has a 
bad experience is likely to tell more 
than ten other potential customers. 
They also know that it will take more 
than 30 good experiences to forget 
one travel disappointment. That is 
why services are in place to help 

you have a pleasant trip. Use these 
services and you will be on your way 
to joining the satisfied-customer 
travel club. 


For example, airlines know that 
helping passengers move from the 


check-in counter to the departure 
gate, or helping them between 
connecting flights, is just plain good 
customer service. Helping people 
stow mobility aids, such as canes and 
walkers, is common practice today 
within the transportation network 
under the jurisdiction of the 
Government of Canada, a jurisdiction 
that includes all air and most rail 
services. If asked to do so, staff will 
also help open packages on a meal 
tray. To ensure that important mes- 
sages are received, staff will also give 
written notes to supplement verbal 
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announcements, as well as large-print 
itineraries. 


In other words, you can reduce 
travel problems by focussing on the 
help that makes the journey more 
enjoyable, rather than by worrying 
about the accessibility of the service. 
If you ask for an electric passenger 
vehicle, for example, the trip across 
long distances can be quite pleasant. 
Likewise, the wheelchairs available 
in the terminal and on-board can 
shrink those distances into 
manageable rides. 


Transportation service providers 
try to meet the needs of travellers of 
all ages, including travellers with dis- 
abilities, but it is important that you 
communicate your specific needs. 
Carriers should ask questions to 
ensure you are satisfied, but you 
should also make your wishes known. 
More and more mature travellers 
have the confidence to ask for acces- 
sibility services. Here is a checklist of 
some of the things to consider: 
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space for manually operated 
folding wheelchairs and other 
aids in the aircraft cabin, 
on-board wheelchairs, 
washrooms that accommodate 
a wheelchair, 

method of aircraft boarding, 
space for service animals, 
route travelled, 

number of stops or equipment 
transfers and changes, 

record of keeping to the 
schedule, 

volume of passengers, 
scheduled times, and 
experiences of other travellers 
who have used a particular 
company or service. 

As a member of the travelling 
public, you can use any service 
offered. However, one service may 
meet your needs better than another 
will. You can contact transportation 
providers and ask about the 
company's services for passengers 
with disabilities. Some companies 
have brochures, which can be sent 
to you for reference. Company 
websites are also a good source 
of information. @ 
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POLICY + TECHNOLOGY + SENIORS = MOBILITY 


This article is based on 
extracts from a keynote 
address delivered by Keith 
Penner, Member, 
Canadian Transportation 
Agency at the 8th 
International Conference 
on Transport and Mobility 
for Elderly and Disabled 
People (Transed 98), 

in September 1998, 

in Perth, Australia. 


do so, because they have 
been provided with the 
knowledge and technol- 
ogy to make self-reliance 
possible within the scope 
of a helpful and sensitive 
service environment. 


While we work and wait 
for new developments 
to assist travellers with 

: disabilities and seniors, 
Mr. Keith Penner, we should remain alert 
Using improved tech- Member, Canadian to the many low-cost 
nology to assist travellers | /ransportation Agency or no-cost solutions that 
with disabilities and may be readily at hand. 
seniors? Yes, by all means. But as we 


wait for it and even after we get it, Albert Einstein once noted that the 
the human side of the equation best solution may be the simplest, 
remains essential. but it should never be less than that. 
Time and time again, consumers For example, in the Agency's 
across Canada tell us of the impor- communication barriers study, 
tance of personal contact and the participants suggested many ways 
exchange of information when to improve access. As a result of 
travelling. This means a high level these responses, the Agency, in its 
of personal assistance for the Communication Barriers Report, made 
travellers with disabilities and a number of low-cost and no-cost 
mature travellers who desire it. recommendations: 
It also means that seniors and e points of contact between 
travellers with disabilities who wish terminal employees and the 
to travel with minimal assistance can public should be equipped with 
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dedicated pen and paper to 
ensure that travellers who are 
deaf or hard of hearing can 
communicate easily, 


public address announcements 
should be improved by having 
announcers speak clearly and 
slowly and by repeating the 
message, and 


any announcement about airport 
services should also describe the 
service location. 


| have been talking about policy 
and technology as it applies to the 
mobility of seniors and persons with 
disabilities. The question is, can this 
marriage between policy and tech- 
nology be made to work? The 
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answer is, yes, of course it can be 
made to work, provided that we 
don’t forget essential human values. 


This marriage will work if we have 
the will to adapt current technology 
where necessary and where possible. 
This marriage will work if new tech- 
nologies in transportation keep 
accessibility in mind. It must become 
an essential ingredient, not a mere 
afterthought. This marriage will work 
if we seek out the obvious in all our 
endeavours to better serve and meet 
the needs of travellers with disabili- 
ties. This marriage will work if the 
travel business learns the art of 
empathy and lets sensitivity prevail 
when all else fails. & 
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SELF-IDENTIFYING MAKES A DIFFERENCE 


The Canadian Hard of Hearing 
Association received a question about 
travelling by air. Here is the question 
and the response by President Colin 
Cantlie, for the information of other 
travellers who are hard of hearing. 


Q. This will be my first trip since 
losing my hearing and | am 
concerned about any advance 
arrangements | should make or 
precautions | should take. | am 
leaving soon, so could you help me? 
| am going quite a distance with 
many connecting flights, so | want 
to be prepared. 


A. | will try to be very clear on what 
to do and not do when moving 
through the transportation system. 


The traveller is responsible for 
ensuring that he or she receives the 
best service. Never assume that the 
travel service provider knows your 
needs. That only happens when | 
you self-identify. 


Tell the service provider how they 
can best help you. After all, they may 
not know what you need, so help 
them to understand. If you are asked 


how the travel service provider can 
help, assist them by briefly stating 
how they can be of service. But if you 
require assistance, ask for it. Don't be 
embarrassed. You are paying for the 
trip. You are the consumer. Most 
people have little trouble identifying 
special meal or seat requests. The 
same applies here as well. 


If you use assistive listening 
devices in your normal daily routine, 
for example, you may be able to use 
them on the aircraft. Check with the 
carrier when you make the initial 
contact and again each step of the 
way. Sometimes, people forget to 
record requests. Never assume that 
because you mentioned it once that 
your request will be handled. If you 
check a second time and find out 
that your information is on file, most 
times it is not necessary to check 
again. | check on my different needs 
every step of a trip. | never assume. 


Along the same lines, make sure 
to tell the travel agent or airline 
reservation staff to note the informa- 
tion on your file or Personal Name 
Record (PNR). When checking in for 
your trip, be sure to mention that 
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you are hard of hearing and ask the 
agent to confirm the information 

is on your file or PNR. If it is not, 
ask them to put it on your file at 
that time. 


When boarding the transportation 
vehicle, do not assume the cabin staff 
know your needs. Tell them you are 
hard of hearing and where you will 
be sitting. Volunteer information. It is 
easier when you are in control of a 
situation, not the other way around. 


For example, ask the flight 
attendant to tap you on the shoulder 
to gain your attention, if necessary. 
Remember, people should give 
permission to touch. If you cannot 
hear what is being said, ask the 
attendant or agent to say it again, 
to you. 


If the trip involves an overnight 
stay at a hotel, request a room that 
is hearing accessible. Do this on first 
contact, when reserving, to give the 
staff time to prepare for your stay, 
particularly where your overnight 
safety is concerned. 


While at your destination, don’t 
forget to contact the airline and 
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reconfirm all your arrangements 
before the return trip. 


To sum up, remember one 
four-letter word: TALK. 


Take the time 

Ask, don't assume 

Listen and listen attentively 

Know your needs, your limitations 
and your responsibilities 


TALK works for both parties. 
It is the essence of strong, solid 
communication. Never be 
embarrassed about your abilities. 
Hearing loss is a disability but turn 
it around. It is the ability to hear 
better using multiple skills. A hard 
of hearing person works hard to 
listen and must be very attentive, 
which gives him or her an advantage 
relative to people who talk but 
don’t listen. 


If you have a complaint about the 
service, contact the provider or 
providers responsible. If you are still 
not satisfied, you can write to the 
Canadian Transportation Agency. + 
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